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Preferred information services and programs 
 
 
Most preferred services by Multicultural participants 
 
 
 
 
 
 
 
Qualitative migrant interview 
data findings revealed
Evidence on specific policies seems inconclusive as seen from public library 
staff responses to the question: Our library focuses on specific policies that 
provide services to cater for EAL clients.
Poor English among Multicultural clients affirmed by 64% of library staff 
and 73% agree on facilitating English classes.
The data showed that 51% staff believed that employing EAL staff at the 
library to liaise with EAL users is likely to increase numbers in EAL users.
Question: I believe computer literacy essential for EAL users to access
resources provided by our library.
Incorporating community activities for Multicultural clients as the target 
group will increase their use of the library. The majority (69%) agree that 
the incorporation of community activities for EAL users will increase their 
library use.
Public Library staff responses provide insufficient insight into meeting
information needs of Multicultural clients as evident in responses to the 
question: Our library adequately meets needs of our EAL clients.
Library staff responses to administration of community surveys draw mixed 
responses, as shown in responses to the question: Our library has developed 
a community profile which is used to provide and develop EAL services.
1.Multicultural Public Library Policy
English Language Proficiency Staff Diversity: The viability in employing staff from 
Multicultural groups elicited the following responses.
4. Computer literacy: most staff (55%) agreed that the 
library access required skills in IT.
5. Public Library programmes: Promoting cross-cultural 
interaction among the neighbours.
2. Public Library Services to Multicultural clients. 1. Administration of Community Profile?
Recommendations: generic model
Public Libraries: Infinite Possibilities
1.Conduct Community profile
Identify Users and Non Users
ACTION: Identify local diversity details:
information needs, multilingual presence, 
Ethnicity, English proficiency level, comput-
er literacy level, library awareness and SES.
Outcomes: Inclusion and Equity. Public 
Library staff initiate inclusive client focussed 
library programs. Community engagement
2. Funding initiatives
ACTION: Funding seek increased budget from 
diverse Government sources, local Businesses, 
Lotteries West, Office of Multicultural Interests 
& Community organisations.
Outcomes: Staff collaborations: Local Bank 
adopts a public library.
Oil, Gas & Mining companies sponsor projects.
Café attached, ATM installed.
3. Re Structure Library Staff Profiles In House Training, during normal work hours.
Incorporate in Professional Development programmes
ACTION: i. Training in IT & Digital Literacy: Word Skills. ii. Applications: Excel, Photoshop. iii. Internet: Email, Data Base 
Search Engines, Web Links, Social Media Facebook, Twitter. iv. Survey Research Methods. v. Project Management. 
vi. Negotiation & Entrepreneur skills. vii. Multicultural Customer Services & Cross Cultural Programs. viii. Outreach 
Strategies. ix. Funding Applications
Outcomes: Re structure Staff Profiles: i. Library Web Link Librarian. ii. Research, Survey & Project Management 
Librarian. iii. Collaboration and Business Negotiations Librarian. iv. Funding & Marketing Manager. v. Outreach & 
Community Services Librarian
Jes Chelliah - PhD Research Candidate - School of Computer and Security Science, 
Edith Cowan University, Western Australia 
 Supervisory Team: Dr Justin Brown, Dr Yusuke Fitzgibbons, Edith Cowan University 
& Ms Barbara Combes, Charles Sturt University, Australia
Presentation sponsored by Edith Cowan University.
School of Computing & Security Science.
2 Bradford Street, Mt Lawley, WA 6050
For more information:
Contact: r.chelliah@ecu.edu.au
Blog: jeschelliah.wordpress.com
References
- Australian Bureau of Statistics (ABS), (2010b). Year Book Australia, 2008: Cultural Diversity. Retrieved March 14, 2011 from http://www.abs.gov.au/AUSSTATS/abs@.nsf/bb8db737e
2af84b8ca2571780015701e/636F496B2B943F12CA2573D200109DA9?opendocument 
- Audunson, R. (2005).  The public library as a meeting-place in a multicultural and digital context: The necessity of low-intensive meeting-places. Journal of Documentation, 61(3), 
429-442.
- Brophy, P. (2007). The Library in the Twenty-first Century.  Facet Publishing: London. 
- Government of Western Australia. (2009) The people of Western Australia - Statistics from the 2006 census, Office of Multicultural Interests, Department of Local Government.Re-
trieved March 14, 2011 fromhttp://www.omi.wa.gov.au/omi_people.asp10.2307/25634700
- International Federation of Library Associations (IFLA).(2004). IFLA/UNESCO Public Library Manifesto 1994.Retrieved March 14, 2011 from http://archive.ifla.org/VII/s8/unesco/eng.
htm
- Varheim, A. (2008) Social capital and the multiethnic challenge: The Role of the Public Library. In R. Sharma (Ed.), Social Capital: An Introduction (pp 100- 110). Hyderabad: ICFAI 
University Press.)
4. Re-invent Public Library
Services From Library focus to community centred 
services, programmess and resources.
ACTION: Change book repository -> Community Hub role
Outcomes: Information Centre:
i. for Education, Health, Welfare Services, Government 
Agencies.
ii. Community Centre: kids & neighbours cross cultural 
programs, meeting venue, school holiday programs
5. Redefine Library Services:
Facilitator Role
ACTION: i. Initiate client focussed Inclusive 
Programmes
ii. Adopt Education Facilitator Role
Outcomes: Community engagement
Enhance Life Long Learning capacity.
6. Collaboration
ACTION: i. Collaborate: local University, Colleges, TAFE and schools for 
Courses, teaching staff and premises. ii. Government Agencies, Businesses, 
Lotteries West, Office of Multicultural Interests (OMI). iii. Collaborate with 
Ethnic Associations, Social Organisations: Lions, Rotary, Seniors Organisation.
Outcomes: i. Facilitator for Education. ii. Funding from diverse sources: 
-library included in Company Agendas. -in their budget. -allocation for 
Charitable Contributions. iii. Invite Committee Members to Public Library 
meetings: -Attend their meetings. -Showcase Public library in local public 
functions and festivals and -Extend invitations to Public Library
7. Staff Diversity
ACTION: i. Train Library staff in Multicultural 
Customer Service.
ii. Recruit and train Multicultural staff.
iii. Promote Multicultural enrolments in LIS.
iv. Recruit Ethnic Volunteers as Friends Of the Library.
Outcomes: Diversity in Library Staff
Multicultural visitors to library identify with non 
Anglo Saxon staff. Promotes equity and inclusion
8. Multicultural Public Library Policy
ACTION: i. Federal Government’s recognition of the over 1500 Public Li-
braries role as Community Building channel urgently required.
ii. Implement National Multicultural Public Library Policy.
iii. Transparent National Public Library System.
Outcomes: i. Guidelines for State Governments, Local Government Authori-
ties (LGA), National & State Libraries, Local Councils and the 1,500 and more 
Public Libraries throughout Australia. ii. National Library System aimed.
towards community sustainability and cross-cultural communication. iii. 
Contribute towards Bridging Social Capital and Nation Building objectives.
Enablers to library access
RESULTS Characteristics unique to Multicultural participants
Three distinct groups emerged from Multicultural
participants:
1.English Educated Professionals
2.Mother Tongue Educated
3. No Education: Lack Literacy in English and Computers
Preferred information 
services
and programs
Multicultural Participant responses to the question:
What might encourage you to join and use the library?
“ promotion of public library …encouraged by EAL Asso-
ciations, collaborations … in future ECU through research 
findings advocate government agencies …Multi Cultural 
Services Centre… Office of Premier… organise work-
shops… encourage use of library…employment work-
shops…unemployment high even among the educated ”.
(Interview participent - nonlibrary user 3)
Barriers to library access
Multicultural responses to barriers to library use.
- Lack of English
- Lack of teenage activities
- Origins in rural agrarian culture
- Lack of orientation to library system
- Absence of cross cultural orientation
- Unsuitable opening hours
- Unfriendly front desk-absence of cultural competency
- Absence of staff diversity
- Lack of multicultural signage
- Lack of transport
- Lack of communication between non user and library
- Reluctance to approach staff
- Absence of information seeking skills
- Library unknown entity
- Inadequate advertising on library services, programs and resources
- Lack of literacy: in computer, English, no education
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“an English set up, not seen as a Multicultural library 
purpose built perception is that of an education resource centre, 
not as a source of information for social services,  
staff of public library can function as a community hub  
but with self-help concepts is a good idea” 
Respondent Non User 2 
 
Enablers to library access  (may be page 3) 
 
Multicultural Participant responses to the question:  
What might encourage you to join and use the library?   
Enablers to library access.  
“ promotion of public library …encouraged by EAL Associations, 
collaborations … 
in future ECU through research findings advocate government 
agencies …Multi Cultural Services Centre…Office of Premier 
…organise workshops… encourage use of library…employment 
workshops…unemployment high even among the educated ”. 
 
 
 
 
 
What sort of services do 
you think multicultural 
speakers would like their 
library to provide?
Most preferred services by Multicultural participants
The Public Library system in Western Australia is a long established 
tradition with excellent infra -structure, qualified staff and a wide 
range of resources.
Library staff responses to the questionnaire on Multicultural aspects 
provide insights to their service provision.
RESULTS: Quantitative data Findings Library Staff views
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1.Muticultural Public Library Policy 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
Our	  library	  focuses	  on	  
specific	  policies	  that	  
provide	  services	  to	  cater	  
for	  EAL	  clients.	  
5	   28	   30	   15	   0	   78	   2.71	  
	   6%	   36%	   38%	   19%	   0%	   100%	   	  
 
2.Public Library Services to Multicultural clients. 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
Our	  library	  adequately	  
meets	  needs	  of	  our	  EAL	  
clients.	  
3	   15	   34	   23	   4	   79	   3.13	  
	   4%	   19%	   43%	   29%	   5%	   100%	   	  
 
1. Administration Community Profile? 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
Our	  library	  has	  
developed	  a	  community	  
profile,	  which	  is	  used	  to	  
provide	  and	  develop	  EAL	  
services.	  
5	   23	   27	   22	   4	   81	   2.96	  
	   6%	   28%	   33%	   27%	   5%	   100%	   	  
2. English Language Proficiency 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
I	  believe	  that	  poor	  English	  
language	  proficiency	  is	  a	  
hindrance	  to	  library	  
access?	  
0	   16	   4	   33	   2	   55	   3.38	  
	   0	   29%	   7%	   60%	   4%	   100%	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3. Staff Diversity: The viability in employing staff from Multicultural groups elicited the following responses.  
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
I	  believe	  that	  employing	  EAL	  staff	  
at	  the	  library	  to	  liaise	  with	  EAL	  
users	  is	  likely	  to	  increase	  numbers	  
in	  EAL	  users.	  
2	   6	   18	   17	   9	   52	   3.48	  
	   4%	   12%	   35%	   33%	   17%	   100%	   	  
 
4. Computer literacy: most staff (55%) agreed that the library access required skills in IT. 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
I	  believe	  computer	  literacy	  
essential	  for	  EAL	  users	  to	  access	  
resources	  provided	  by	  our	  library.	  
4	   7	   12	   21	   8	   52	   3.42	  
	   8%	   13%	   23%	   40%	   15%	   100%	   	  
Question: I believe computer literacy essential for EAL users to access resources provided by our library. 
 
5. Public Library programmes: Promoting cross-cultural interaction among the neighbours. 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
Incorporating	  community	  
activities	  for	  EAL	  users	  as	  the	  
target	  group	  will	  increase	  their	  
use	  of	  the	  library.	  
2	   5	   9	   26	   10	   52	   3.71	  
	   4%	   10%	   17%	   50%	   19%	   100%	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   17%	   100%	   	  
 
4. Computer literacy: most staff (55%) agreed that the library access required skills in IT. 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
I	  believe	  computer	  literacy	  
essential	  for	  EAL	  users	  to	  access	  
resources	  provided	  b 	  our	  library.	  
4	   7	   12	   21	   8	   52	   3.42	  
	   8%	   13%	   23%	   40%	   15%	   100%	   	  
Question: I believe computer literacy essential for EAL users to access resources provided by our library. 
 
5. Public Library programmes: Promoting cross-cultural interaction among the neighbours. 
Question	  
Strongly	  
Disagree	  
Disagree	  
Neither	  Agree	  
nor	  Disagree	  
Agree	  
Strongly	  
Agree	  
Responses	   Mean	  
Incorporating	  community	  
activities	  for	  EAL	  users	  as	  the	  
target	  group	  will	  increase	  their	  
use	  of	  the	  library.	  
2	   5	   9	   26	   10	   52	   3.71	  
	   4%	   10%	   17%	   50%	   19%	   100%	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Figure 4.4 EAL Non User: Why do you think they (English as Additional Language 
speakers) don’t use public libraries? 
Table 4.1 below presents the responses for not using the library by the participants from Iran, 
Mauritius, Sudan, India, Burma, Kenya, Pakistan, and Sri Lanka.  
Origin 
En
gl
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h 
la
ng
 
la
ck
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g 
En
gl
is
h 
PL
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nk
no
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n 
sy
st
em
 
Lo
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n 
un
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n 
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 u
nk
no
w
n 
Ti
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e 
bu
sy
 w
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ng
 
Se
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NU 
01 Iran 1 1 1 1 0 0 
NU 
02 Mauritius 1 0 0 0 1 1 
NU 
03 Sudan 1 1 1 1 1 1 
English	  lang	  lacking	  	  
12%	  
PL	  unknown	  system	  
12%	  
Loca:on	  
unknown	  
13%	  
Services	  unknown	  
13%	  
Time	  busy	  
working	  
21%	  
Services	  
irrelevant	  
29%	  
Why	  do	  you	  think	  they	  don't	  use	  public	  
libraries	  	  
Barriers to library access
Multicultural Participants 
responses to question: “What 
are some of the things that 
might prevent an EAL speaker 
from using their local library?”
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ECU LOGO
The promotional logo has been developed for process colour, spot colour and mono applications. 
SIzE
The promotional logo is not to be smaller than 25mm width/18mm high.
The promotional logo should also not exceed 30% of the space where it is applied. Specialist applications 
that require the logo to be smaller or larger than stated must be approved by the  Marketing and 
Communications Services Centre.
POSITION
The logo should generally always be placed in the top right hand corner of documents or as a second option 
in the bottom right hand corner. The promotional logo appears on the front of all materials. Examples of 
logo use are shown in this style guide.
COlOuR
Spot Process
Blue Pantone 295 CMYK C:100 M:56 Y:0 K:34
Red Pantone 187 CMYK C:0 M:91 Y:73 K:23.5
Yellow Pantone 142 CMYK C:0 M:23.5 Y:76 K:0
Please do not try to re-create any of the logos shown in this document. This can cause inconsistencies. 
Please contact the  Marketing and Communications Services Centre for copies of the logos on 6304 2703, 
or email corporate.marketing@ecu.edu.au.
Full colour logo, can be printed four colour process or spot colour.
Diversity and Equity …
Community Building strategies in Public Libraries for Multicultural communities
Why the Public Library For community building strategies?
Not the Schools, Immigration Department or Government Welfare Services!
Global Migration Created:
-  socio-economic divide
-  English Language competency divide,
-  computer literacy divide
-  cultural divide : them and us :hosts and new arrivals.
-  information divide
-  Bonding Social Capital trends: ethnic niche communities.
-  Marginalisation, lack of integration: outweigh inclusion, equity, cross cultural
exchange
-  Indifference to risks :kindle dormant unrest
-  Bridging Social Capital trends: social engagement in library activities.
- Bridging Social Capital trends :transcend social, political, cultural barriers, function 
with people unlike themselves (Elbeshausen&Skov, 2004).
* Over 1,500 Libraries in Australia
* Over 238 Public Libraries in Western Australia
a) Digital technology: digitalisation of library services, computerized catalogues, On Line 
Loans and Renewals, installed with Search Engines, World Wide Web, Internet Service 
Providers (ISPs), Data Base, Email, Multi Media, Google & ICTs.
b) Computer Technology: changes traditional information seeking processes.
c) Computer literacy: vital to information access-many information poor
d) Limited computer accessibility
e) Information and Communication: instantaneous from Global Networks
f) The individual: now Global Citizens: instant links with latest in the world
g) Knowledge rich society
Digital Technology transformed information storage,
dissemination, and  information seeking processes
Information seeking and community
integration.
- The library is more universal than 
many other universal public places...
offering universalistic public library 
model, Varheim, (2008).
Methodology
The Mixed-Methods strategy employed 
Quantitative and Qualitative
techniques in the data collection about 
the public library environment.
En
gl
is
h 
La
ng
ua
ge
HIGH END:
I. Advance English Language: Academic Writing & Conversation,
II. Interview Skills, ,
III. IELTS tutoring,
IV. Job applications, resume writing, interview rehearsals in English and job seeking skills.
Co
m
pu
te
r
HIGH END: Advanced Skills & Training in Information Technology
i. Software Application: Excel, Power Point, Blogs and Photo Editing.
Photo Shop Creations
ii. Internet Skills: Data Base, EndNote, N Vivo, Qualtrics, SPSS.
iii. Word: assignment writing and formatting, completing job applications.
LOW END: Basic Computer Literacy
i.Microsoft Word Skills, Keyboard skills,
ii.Copy and Save documents,
iii. Access library catalogue: Title, Subject & Author
iii Windows
iv. Basic Internet Skills: Create Email ID, send Emails, Internet Search, 
Social Media instructions in Twitter, Face Book, You Tube
LOW END:
i. Basic English Language Skills:To function at work, kid’s schools, Supermarkets
ii. Conversation: Aussie Greetings, Aussie vocabulary
iii. Filling in forms for Centre Link, Medicare, jobs, schools and driving licence.
- The public library is equipped with infrastructure and equipment to provide information, “within the normal living environment of its users” (Brophy, 2007, p.206), with no 
extra cost and in an informal mode.
- Increasingly, individuals in the local community are unable to access services, such as locating a book title, which are currently available to the public in digital modes.
- Individuals are surrounded by family, community and government organisations, in order to function as a citizen, the migrant is compelled to make decisions in seeking 
information about applying for welfare assistance, employment, search for on line school enrolment for their children, the library is positioned to offer free information on 
public services.
- Democratic, neutral and safe space under the administration of local governments and strategically placed to promote social values of trust and respect (Audunson,2005)
- Public Libraries: local and national links with legitimate Government support
- Federal Government: national policy and budget
- State Government: state policy and budget
- Local Government Authority oversees Local Councils
- Local Councils manage Public Library operating costs, infra-structure and budget
Communities bind together from information and more importantly by sharing information. People increase their sense of connectedness, and belonging to the community 
through sharing of local information.
- Human activity is most often a social process. Actions, decisions or learning is within a process of interplay among individuals collaborating or competing …in the context of 
their ethnic group and social environment
- First contact with host community: “the public library, has the potential to be a cross-cultural meeting place, because it is embedded in the local community with links to all 
sectors of activity” (Audunson, 2005).
- Community building role is most appropriate for the public library as very few contexts can fulfil these ideal conditions. One of the very few candidates that can hope to 
come close is the public library. This makes the institution of the public library a vital case for studies of contact through informal face to face interaction. Varheim, (2007b).
The research investigated public library service delivery for Multicultural residents within the Perth Metropolitan 
area in Western Australia by exploring the following research questions.
1. What is the current level of service provision offered to Multicultural residents by public libraries in Metropolitan 
Perth, Western Australia?
2. What are the barriers and enablers to public library access to Multicultural residents in Metropolitan Perth, 
Western Australia?
3. Can the critical factors emerging from the data, form the underpinning principles  to develop a Generic Model 
for service provision that can be used for all public libraries irrespective of location?
Vision:
Building cohesive communities through the platform of public libraries in Multicultural Australia
Goals:
- lifelong learning and enhancement of lifestyle at all levels of society
- informed society upholding democratic values with mutual respect, trust and inclusion.
Figures likely to have 
increased due to 
increased migration
40% born overseas or have
one parent born overseas
16% EAL speakers (ABS, 2010b)
27% born overseas
16% EAL speakers
(Govt of WA, 2009)
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The research project focussed on the community building potential in the public library due to increasing diversity 
in multicultural groups. Diversity in Australia and the world at large, is challenged by groups with backgrounds of 
traditionally embedded mind-sets, civil unrest, war, intolerance and poverty, and who live within the socio-cultural 
framework of the host culture. Building cohesion and integration among the residents is vital for all nations. The 
exploratory research project investigated the current level of public library services to Multicultural groups to 
obtain library staff views. The views of Multicultural individuals about their local public library experiences and 
information needs, obtained from interviews, enhanced the insights into the current library environment. The 
capacity and scope of community building programs demonstrated in Metropolitan Perth, Western Australian 
public libraries underpin the proposal for a generic model for future public libraries.
Abstract Research Questions 
The 1995 IFLA/UNESCO Declaration:
“The public library, is the local gateway to knowledge, and provides a basic condition for lifelong learning, independent decision-making 
and the cultural development of the individual and social groups”                               (IFLA/UNESCO, 1995).
Why do you think such a study is essential?
PUBLIC LIBRARY:
Two Dramatic Changes in the Library Environment
Public Library:
Unknown to New Migrants
Global Migration
increased diversity
Digital Technology 
changed information 
seeking process 
Library Access:
Computer Literacy Essential
One’s nation
(I am an
Australian)
One’s state
( I am a West
Australian)
Local city
Family 
units
Individual
  Local
     suburb
      builds
        identity
         (I live in
          Mount
          Lawley)
Geographical 
unit
Library
The library is the social link between the microcosms of
a geographical unit and the macrocosm of the world.
Phase One:
Quantitative data collection which 
investigated Metropolitan public 
library Web Pages to evaluate its 
Multicultural User friendly status.
Phase Two:
Quantitative data collection employed an 
anonymous Electronic Web questionnaire 
administered to staff in Metropolitan Perth 
public libraries. It examined the current 
level of service provision for Multicultural 
residents.
Phase Three:
Qualitative data collection utilised Semi 
Structured interviews to gain views on 
the nature of the library phenomenon 
from Multicultural individuals, Ethnic 
Association Personnel and Public Library 
staff.
Research
Framework
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Methodology 
The Mix Methods strategy employed Quantitative and Qualitative techniques in the data 
collection about the public library environment. (3   Columns in one row) 
Phase One: Quantitative data collection which investigated Metropolitan public library Web 
Pages to evaluate its Multicultural User friendly status. 
 Phase Two: Quantitative data collection employed an anonymous Electronic Web 
questionnaire administered to staff in Metropolitan Perth public libraries.  It examined the 
current level of service provision for Multicultural residents.  
Phase Three: Qualitative data collection utilised Semi Structured interviews to gain views on  
the nature of the library phenomenon from Multicultural individuals, Ethnic Association 
Personnel and Public Library staff.   
 
Research Framework 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 Mixed method approach overview 
Phase One of the Research 
i. Analysis of current Western Australia Public Library services 
ii. Checklist data collection from Public Library Websites 
Phase Two of the Research 
Electronic Web questionnaire survey of Public Library personnel 
Phase Three of the Research 
Semi-structured  in-depth interviews: 
i. Public Library Personnel  
ii.  Ethnic Association staff 
iii.  Multicultural Library Users and on Users 
Exploratory Research:  
Community Building: Public Library & Multiculturalism 
 
 
Quantitative 
Method 
Qualitative 
Method 
Two levels of library services and programs 
emerge from the findings.
Public Library Users (U) requesting 
high end public library services
Public Library individuals who have 
not accessed the library services 
(Non Users) requesting basic
fundamental services
What did the findings reveal?
